
6.120.180

(B) The system shall be mstalled. mamtamed and operated in accordance with
technical standards relating to facilities established by the FCC and 00 technical parameu:r
in excess of the FCC's technical standards is required.

(C) Subject to subsection (B) above the system shall be capable of and shall
produce a picture upon any subscriber's television receiver which is in good operating
condition and free of direct pickup problems to the extent feasible in black and white or
color that IS undistorted and free from ghost images. is without noticable picture degrada
tion or other forms of interference attributable to the performance of the system. and is
accompamed by undistorted sound. assuming the television receiver is in good repair. free
of direct plckup problems and the source of the signal transmission is satisfactory.
TransmISSion and distribution of signals shall cause no cross modulation in the cables or
interference with other electrical or electronic systems. (Ord. 1007 § 2 (part), 1987)

6.120.190 Time is or the essence. Whenever this chapter or the franchise agree
ment sets forth any time for any act to be performed by the franchisee. such time shall
be deemed of the essence; and the franchisee's failure to perform within the time allotted
shall. in all cases. be sufficient grounds for the county to invoke the remedies available
under the terms and conditions of this chapter and the franchise agreemenL (Ord. 1007
§ 2 (part), 1987)

6.120.100 Customer service standards. (A) Any change made by the franchisee
in its programming (channels carried). except those of an emergency nature beyond the
franchisee's control shall not become effective until the franchisee has notified its
subscribers at least fourteen calendar days in advance. Notifu:a1ion must be made in writing
to each subscriber and through newspaper advertisements or broadcast on the cable system.

(B) The franchisee shall provide standard identification docmnentation to all
employees., including employees of subcontraeurs who will be in contact with the public.
Each such representative shaU be required to wear an employee identification card issued
by the franchisee and bearing a picture of said employee. Such documents shall include
a telephone number that can be used to verify aU personnel. vehicles and other construetion
equipment operating under the authority of the franchisee.

(C) The franchisee shall maintain a business office accessible to subscribers for
the purpose of transacting business. including receiving and resolving aU complaints
reprding the quality of service. equipment malfunctions. billing disputes and similar
matters. The franchisee's offICe shaU be reachable by toU-free telephone call. Excluding
lepJ holidays. the business offICe shall be open to receive inquiries or complaints from
subscribers during normal business hours. Normal business hours shall be no less than nine
a.m. to five p.m.. Monday to Friday. and for at least four hours per week of extended
offICe hours. Extended hours may be either on weekday evenings after five p.m. or on
weekends. at the discretion of the franchisee.

(0) The franchisee's penonnd answering shall be trained to screen requests and
assist in solving problems. Customer service opemun will identify themselves by at least
their first names immediately upon initial contact.

The franchisee shall employ sufficient operators to handle caUs under nonnaJ
circumstances with the maximum initial wait of no more than three minutes. During
promotional periocb and during peak seasonal ttunover periods. the franctlisee shall make
such anangements as are necessary to cover the anticipated increase in the number of
phone calls regarding installation or addition of services.
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Any answenng seTVIce employed by the franchisee shall keep records of all service
calls received.

(E) The franchisee shall fIll all reasonable requests for non<ustom installation
of its seTVlCes within thirty days after the date of each request. or within sixty days after
any request for any custOm installation offered by the franchisee. A request shall be
deemed reasonable if:

( 1) The services requested are unifonnly available on the system:
(2) The services are requested in a pation of the county where the system

has been constructed and activated:
(3) The franchisee can obtain access to a person's premises during the

franchisee's normal business hours;
(4) Any reasonable advance deposits which may be required by the

franchisee have been paid:
(5) The person requesting service is not currently in debt to the franchisee:

and
(6) The person requesting service has not been convicted of theft of cable

television service or equipment.
The franchisee shall use reasonable efforts to infant aU persons in advance of the

approximate time its employees or agents plan to enter onto such persons' propeny for
the purpose of equipment installation and. where practicaJ. for service or maintenance of
the system with the exception of an emergency.

If the franchisee fails to provide any service nonnally requested by a subscriber
within the time prescribed above, the franchisee shall, after adequate notification and being
afforded the opportunity to provide the service, refund all deposits or advance charges paid
for the service in question by said subsaiber within thirty days. After thirty days the
franchisee shall pay interest to the subscriber as follows;

(a) The rate of interest shall be equal to the average of the rate
quoted by ttuee financial institutions in the county as the highest rate paid on a ninety-day
certificate of deposit pun=hased on the date payment is received from the subscriber.

(b) Interest shall be paid from thirty days after the date payment
is received from the subscriber to the date service is provided.

The franchisee shall provide a pre-designated four-holD' block of time for subscriber
service appointments to be scheduled either in the mcxning or the afternoon hours (i.e.•
eight a.m. to twelve noon. or one p.m. to five p.m.). Priority for service appointments on
the next day or next "available time" must be given to those subscribers who require a
different scheduled time.

(F) Each monthly bill rendered for cable service shall clearly state on the portion
of the bilI retained by the subscriber statements which set forth:

(1) The due date of the bill:
(2) If and when a late-payment fcc will be imposed. and the amount of

the \alc-payment fee: and
(3) The telephone number to contact regarding billing inquiries.

The franchisee shall disconnect a subscriber's sc:rvice within six working days of
the subsaiber's request the franchisee shall cease to charge a subscriber for service
immedia1ely after receiving the request to discontinue service.

If for any reason a subscriber terminates monthly service prior to the end of a
prepaid period. the unused portion of any prepaid service fee. including deposits but
specificalJy excluding installation fees. shall be refunded to the subsaiber within fony-five
days of notification of such termination of service.
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procedures:
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In the evenl of dispute between the subscriber and the franchisee regarding the bill.
the franchisee shall promptly make such mvestigallons as is required by the particular case
and report the results to the subscriber WIthin five working days of the initial complaint
If the dispute IS not resolved to the sa1.ISfacDon of both parties. the franchisee shall
immediately inform the subscriber veroaJly of the complaint procedures set forth by the
COlB1ty, foUowed up in writing.

(G) The franchisee shall provide to each subscriber written notice of the
procedures for reporting and resolving service problems at the time of the initial subscrip
tion to the cable system.

The franchisee shall provide the means to accept service complaint calls twenty-four
hours a day. seven days a week. All setv1ce problems reported by the subscriber shall be
investigated and acted upon as soon as possible. Under normal circumstances. all service
problems shall be acted upon within three calendar days of receipt or as otherwise agreed
upon between the franchisee and the subscriber. The franchisee shall keep a maintenance
service record which wiU indicate the nature of each service complaint.. the date and time
it was received., the disposition of said complaint. and the time and date thereof. Complete
m:ords of the franchisee's action in response to all complaints shall be made available f<X'
inspection by the county upon reasonable request during normal business hours. A
summary of completed service complaints shall be presented monthly to the administrative
selVices depanment in the office of the county manager.

System outage repair effons shall be initialed within four hours foUowing the
occurrence of the outage including Saturdays, Sundays and legal holidays.

A summary of system outages affecting more than five subscribers shall be submitted
to the county monthly. Upon failure of the franchisee to remedy a loss of service JWribut
able to the cable system within twenty-foW' hours of receipt of notification of such Joss,
the franchisee shall rebate lhath of the total monthly charge to each subscriber so affected
for each twenty-four hour period and subsequent fraction thereof until service is restored.
Such a rebate shall be made by the franchisee following notification to the franchisee by
the subscriber. identifying and substantiating the Joss of service by channel description.
dale and timc. 'There shall be an automatic credit to all subscribers when there is an ousagc
of basic <X' premium service which affeccs the entire franchise an:a for foW' or more hours
in a twenty·four hour period.

(H) The franchisee shall make available to the subscriber a1 the time of initialion
of service. and at such times as there is a change in this information, CUl'Tent infonnalion
in layman's terms pertaining to:

(1) The address and telephone number of the franchisee's local office;
(2) Schedule of rates and charges for basic and non-basic services:
(3) Time allowed to pay outstanding bills. and billing and coUections

(4) The availability of parentallock-out devic~
(5) Rcfund policies:
(6) Service charg~

(7) lDslallation procedures;
(8) J.nsuuctions for operating subscriber terminal equipment;
(9) Procedure for changes in or tenninatim of cable TV service;
(10) Emergcncy service telephone number.
(11) Description of complaint procedure:
(12) Late-payment fee assessments;
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(3) The recommendation that subscnber shouJd register any inqurry or
complaint about his bill prior to the due date:

(14) The handling of billing disputes:
(15) The fact that the subscriber has the right to speak to a supervisor, and.

if none is available, a supervisor will return the subscribers call Wlthin one working day;
(16) Information concerning responsibility of the county, administrative

services department cable advisory board. and the address and telephone number of the
administrative setV1ces depanmenC and

(17) The ClarX County - Cable Television Consumer Rights and Responsi
bilities pamphlet

This information shall also be conspicuously posted in the franchisee's office and
shall be available in handout form.

(I) The franchisee shall publish its rates. including charges for installation,
monthly basic service. premium services. repair charges. deposits for equipment, and any
late-payment fee charges.

This publication shall include the effective date of rates and charges. As changes
are made, new rate cards shall be made available at the franchisee's office(s). and at the
Clark County office of the county manager and the administrative services department

Subscribers shall be notified thirty days in advance of any change in rate.
(1) The franchisee wiD provide and keep on file with the office of the county

manager and the administrative services department its updated procedures and policies
for discontinuance of cable service to a subscriber.

The franchisee may discontinue service to a subscriber as specified in the "notice
of discontinuance" or within a reasonable time thereafter.

(K) The franchisee shall promulgate and adhere to a preventive maintenance
policy directed toward maximizing the reliability (mean-time-between-malfunctions) and
maintainability (mean-time-~repair) of the cable system with respect to its delivery of
service to subscribers at or above indusll'y performance standards.

The franchisee shall maintain a repair depanment comprised of trained technicians,
service vehicles and equipment to provide quality repair service. Service shall be rendered
efficiently, repairs made promptly, and the franchisee shall intenupt service only for good
cause and for the shortest time possible. Such interruptions, unless unfc.-eseen and
immedia1ely necessary, shall be preceded by reasonable advance notice if possible and shall
occur during periods of minimum system use.

(L) The customer service standards contained in this section apply to all cable
communications companies which are or may hereafter be subject to the jurisdiction of
Claric County under this chapter, and all cable communications companies authorized to
provide cable service by Clark County a the time of the adoption of the ordinance codified
in this section will voluntarily adopt and implement the customer service standards
contained within this section, Any cable communications company for which a new
franchise (service area permit), renewal of a franchise (service area permit) or transfer or
assigrunent of an existing franchise (service area permit) is approved by the board of
county commissioners subsequent 10 the adoption of the ordinance codified in this section
shall comply with the provisions of this section. (Ord. 1280 § 1. 1991: Ord. 1007 § 2
(part). 1987)

6.120.110 Omce of cable communications. The office of cable communications
is created. The cable administrator shall be appointed by the county manager. The cable
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Three members shall constitute a quorum of the board.
The members of the board shall serve without compensation for their

6.120.210

administrator shall administer the office of cable communications under the supervision
of the county manager and perfonn the followmg functions:

(A) Interpret. administer and enforce the provisions of this chapter and the
franchise agreemenL

(B) Mediate disputes or disagreements between subscribers, users, potential
subscribers and users, and the franchisee. but only in the event that such parties are first
unable to resolve their disputes and if they agree to mediation by the cable administrator
reView.

(C) Confer with the franchisee and advise the interconnection and compatibility
of the system with other systems in the county.

(0) PerfOO1l any other duties assigned lDuler the provisions of this chapter.
(E) PerfOO1l any other activities associa1ed with cable communic.ations as directed

by the county commission or county manager. (Ord. 1007 § 2 (part), 1987)

6.120.no Cable communicatioos advisory board. (A) There is created the Clark
County cable communications advisory board.

(B) The board shall be comprised of five members.
(C) Members of the board shall be appointed by and serve at the pleasure of the

county commission. In the event a vacancy OCCUlS during the tenn of offICe of any
member, the vacancy shall be filled by appointment by the county commission for the
remainder of the tenn.

(0) The original five members of the board shall be appointed for such terms
as shall cause one term to expire on June 30th each year for five years following the
effective date of the appointment of the original board. The term of each of the fm five
members shall be designated in the appointmenL The terms of succeeding board members
shall be five years terms beginning with July 1st following the regular expiration of the
prim term.

(E) There shall be no appearance or existence of a conflict of interest with any
member of the board on matters that will come before the board for action.

(F) No person shall be a board member who is not a resident of Clark County.
(0) The county commission shaD initially designate one of the fust appointed

bc8'd members as chairman and one as vice-chairman to act in the absence of the
chainnan. The term of office for the fU'St appointed chairman and vice-chairman shall be
through JlDle 30,1989. During the month of June, 1989, the Board shall elect a chairman
and vice-chairman, and each shall hold office for one year and until their successors are
elected, unless their respective membership on the board ceases sooner. The board may
fill from its members any vacancy occmring in the ofrlces of chairman and vice-chairman.

(H) The board shall hold one regular meeting at least quarterly. The board may
hold additionaJ meetings, either regular or special. as it may determine necessary cr
desirable.

(l)
(J)
~

(K) The board's relationship to the county commission shall be advisory.
(L) Upon submission of a complete application, as certified by the director of

business license and the cable administrator, the bc8'd will review all applications for new
franchises and all applications to transfer or assign existing franchises and make recom
mendations to the COlDlty commission. A recommendation to the county commission shaU
be made within thirty days after the hearing on the application is concluded.
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(M) The board shall study and advise the county commission on the need to
investigate franchisees in order to compile data and make recommendations to the county
commission regarding the extent. proper character and quality of cable service to be
furnished to the public.

(N) The board shall study and advise the county commission of the need to
engage the contractual services of spectaliz.ed consultants to assist the board in the proper
discharge of its responsibilities.

(0) The board shall study and advise the county commission of the need for
additional regulations regarding the extent. character and quality of cable service.

(P) The board shall study and advise the county commission regarding the need
to investigate complaints relative to the cable service of any fr.mchisee.

(Q) The board shall study and advise the county commission regarding the need
to undertake studies to access the compliance of franchisees with the tenns of their
franchises.

(R) The board shall study and advise the county commission regarding the need
for the development of pUblic. educationaJ and governmental access programing.

(5) The board shall not incur expenses. hire or retain employees. nor enter into
contracts.

m Within forty-five days after the end of each flSC31 year. the board shall
prepare a written report to present to the COlDlty commission.

(U) The board shall study and advise the county commission regarding any other
matters relating to cable communications as directed by the county commission. (oro. 1295
§ 4. 1991: oro. 1050 § 2. 1987: Ord. 1007 § 2 (part). 1987)

6.120.1JO Public., educatioDal aDd govemmeDt access. (A) Commencing on the
date established by the county commission after a public hearing, the franchisee shall make
available to all of its residential subscribers who receive aU or any part of the total cable
services offered on the system one multipurpose access channel for use on a fust-come.
fust-served nondiscriminatory basis by:

(1) Members of the public:
(2) Loc:aJ educaDonal authorities and institutions including, but not limited

to. primary and secondary schools, coUeges and universities but excluding commercial (for
profit) educational enterprises; and

(3) The county and OCher governmental agencies JocaI:cd within the COlDlty.
(B) Commencing on the dale established by the county commission aftera public

hearing, the franchisee shaD make available to aU of its residential subscribers who receive
an <r any pan of the total cable services offered on the system at leut one access channel
in each of the three foUowing categories:

(1) At least one public access channel shall be made available at no charge
f<r use by members of the general public on a fust-come. first·served nondisaiminalOly
basis.

(2) At least one educational access channel shaD be made available at no
charge for use by local educational authorities and institutions including. but not limited
to. primary and secondary schools. coUeges and universities but excluding commercial (f<r
profit) educational enterprises on a fust-come. fint-served nondiscriminatory basis.

(3) At least one government access channel shall be made available at
no charge for usc by the county and othct government agencies located within the county
on a first-come. fust-served nondiscriminatory basis.
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NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State City of Mesa, Arizona

If poaIbIe, pIeaIe enclose a copy of your standards
clearfy labeled with:
Jurisdlctton Name I Operator Name I Date

IN YOUR OWN OPIMON••••••

FCC Community Unit Identifier # _A_Z_00_8_7 _

Operator(s! Dimension Cable. CableAmerica. Mission15. Are these new standards different?
Cable How? YES

#fir
NO

NamelTitle Eric Norenber~, Administrative Ass' t II

Office of Special Programs

Phone 602-644-2179

Fax 602-644-4498---------------
1. Have you adopted the FCC customer service
standards and notified operator of same? L\

YES ~

2. Date you adopted the rules?

3. Date they become effective in your franchise?

16. Are these standards more stringent?
How? YES NO

#/J
17. Why were they necessary in your community?

4. Did you have customer service stan~n place
prior to the FCC's rules? \j!§) NO

AT I tJ""''''c:.&. ~
5. Date implemented? +"'-. ~tJcJ,..""i

I 'CA."'."
6. Implemented during franchise? YES ®

18. What sort of evaluation methods are you using to
determine compliance? ldescribe).

6f'1'op\CL/~'" 'e,- "f~

7. Did they require a franchise modification?
YES

12. Did you pass different or more stringentrule~
the FCC rules came out? YES ~

8. Implemented during transfer? YES

9. Implemented at renewal? YES
19. Has the operator cooperated inpr~
necessary or required data? ~ NO

20. Is your operator'scomplio~ FCC or your
rules generally: ~ OK BAD

21. Has your operator attempted to pass through costs
of complying with the FCC rules? "VA YES NO

22. Hove you seen a decrease in subscriber
complaints about service after you adopted FCC
customer service rules? /'1/If. YES NO

23. Did you see a decrease in complaints after you
implemented your own rules? tI!It- YES NO

24. Are there consumer protection laws in your state
that you think apply to cable operators or could be
applied? YES NO

YES (g)

10. Were these standards different or more
stringent than the FCC's rules? YES .1 /. NO

I\I{ JIIr
11. Specific problems your standards addresSed?

~/11

13. What date?

14. Franchise modification?



NATOA SURVEY ON CUSTOM£R S£RVICE
STANDARDS

If possible, pJeose enclose a copy of your standards
cleorty labelled with:
Jurisdlctfon Name I Operator Name I Date

(,'AJurisdiction/State _lc_'r_-_"'L_l_"_lC._Q~_, _' _

Operator(s) t '"'' I.' Li C.'),
FCC Community Unit Identifier # :,' A- 0 L1 y I

CITY OF

TORRANCE
Michael D. Smith

CABLE TELEVISION ADMINISTRATOR
OFFICE OF CABLE COMMUNICATIONS

3350 Civic Center Drive • Torrance, California 90503
Telephone 310/618-5762. Facsimile 310/781-7132

Printe'd on ReevcJttd PaD'ttt

IN YOUR OWN OPINiON......

15. Are these new standards different?
How? YES

16. Are these standards more stringent?
How? YES

NO

NO

1. Have you adopted the FCC customer service
standards and notified operator of same?

YES @
2. Date you adopted the rules?

3. Date they become effective in your franchise?

4, Did you have customer service sta~in place
prior to the FCC's rules? ~ NO

5. Date implemented? t~ z....
6. Implemented during franchise? ~ NO

17. Why were they necessary in your community?

/"tc ~L~~.')k ''- c- ......~•........-v- -:;c:.-V- ..... l---

~~

18. What sort of evaluation methods are you using to
determine compliance? (describeI

~ (J'V'\ fl.e l-vyJr~~ re.-e.-l--\~c~

7. Did they require a franchise modification?
YES

8. Implemented during transfer? YES

9. Implemented at renewal? YES
19. Has the operator cooperated in providing
necessary or required data? @ NO

10. Were these standards different or more
stringent than the FCC's rules? YES @
11. Specific problems your standards addressed?

~ Co-Y\- ,'(')v'~ 6( 5-':(", - A-ct:Ot'l S "t--~ ll5

- (.I\.~IY1~Lw'\C"'''''e---' _ ll.\~ Sv-c

_L.~".-l 0 ~ ~V(. -Colll(...h~ ~~,

_ L,c.c,J OH<-LL ...... Kjt. - CCt'""l~,,-'\~
- ~~~(L b 5 ~~S

12. Did you pass different or more stringent rules after
the FCC rules came out? YES @

20. Is your operator's compliance with FCC or your
rules generally: ~K BAD

21. Has your operator attempted to pa~ughcosts
of complying with the FCC rules? ~ NO

22. Have you seen a decrease in subscriber tJ~
complaints about service after you adopted FCC
customer service rules? YES NO

23. Did you see a decrease in complaints after you 'tJ(t-
implemented your own rules? YES NO

13. What date?

14. Franchise modification?
J4-

YES ~

24. Are there consumer protection laws in your state
that you think apply to cable operators or could be
applied? c§ NO
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Revised 2-22-82

ORDINANCE NO. 3034

AN ORDINANCE OF THE CITY COUNCIL OF THE CITY OF
TORRANCE, CALIFORNIA, GRANTING TO TELEPROMPTER
OF SOUTHERN CALIFORNIA, INC., A FRANCHISE TO
CONSTRUCT, OPERATE AND MAINTAIN A CABLE TELEVI
SION (CATV) SYSTEM IN THE CITY OF TORRANCE ON

STATED TERMS AND CONDITIONS

WHEREAS, the City Council of the City of Torrance,
California, on May 19, 1981, by Resolution No. 81-91, did declare
its intention to award a franchise to construct, operate and maintain
a cable television system, in the City of Torrance, as hereinafter
more particularly described: and

WHEREAS, proposals thereon were distributed to qualified
applicants; and

WHEREAS, proposals were received from seven cable companies,
one of which subsequently withdrew; and

WHEREAS, public hearings were held to review the proposals
on Oecember 16, 1981, December 18, 1981 and February 16, 1982; and

WHEREAS, the proposals and comments have been SUbject to
analysis by consultants and City staff, and both preliminary and
final reports have been received and considered by this Council; and

WHEREAS, by reason of its proposal and qualifications
Teleprompter of Southern California, Inc., has been found to be best
suited to provide cable television service to the people of Torrance,
and it is in the public interest that said Company be awarded such
franchise.

NOW, THEREFORE, the City Council of the City of Torrance
does ordain as follows:

SECTION 1: TERMS AND CONDITIONS OF FRANCHISE.

City of Torrance
Office of Cable Communications
3350 Civic Center Drive
Torrance, CA 90503



Reviseci 5-18 -8 I

ARTICU XIV

SER.VICE. OPERATION AND MAlNl'ENAN'CE

A. Incorporatio, of AppUsWm by Refpn!j!!.

The GlaDtee sIIal1 provide 3ll semen spedfic:I.lly set forth in its frm=- proposaL By

its accepuaca of tbe li'mdlill. the Gr-IIU.. qrea tIW its applic:uioll is henOy inc:orporateli by reference

aDd. its proviIiclll EDaGe & part of this f1UdtiM aDIi tlUs ordiDaDce. In the _c of & cont1l.ct between

sw:1l proposal i1I1G tl1e pIOYisions of tlUs ordiIIIDc:e. Chae PRl.um which PC'O't'DIS the~ benefit

to the Cty. in ta opiIUoll of the aty CoUllcii. !bill pr8ftil. .

B. CoM'!"!" of S!rttCL

1. n. G.... IIIall operate tba CATV systeIIl cond1luauslY all & twellty-Cour (24) hour

per Qay. ..,. (7) days per __ bulL It sbaIl be die riIltt of &II .... rill en to tICIIift all aYliJlble

serriCII illIofar 31 tIIa fi:aIUIciIl UIIi otber oblipClonl to tl1e GrIIltee are hoaond. rn tile e'Iftt wt
tba GlUt. elects to rWIuiid. modify. or sell tile sy_•• or the City ... I1Otic:e of intent to terminate

or !'ails to renew tlUs fnIacIIiM. the GIUlUle-WI1 act so • to imun tllat &II subsczibers receift continuous.

WliDtlm&Pteli .me.~ of the cir=zm.....

2. rn tt. .-at & new operator acquinl tile sySClllll, die GlUtIe sbal1 caopcue with

tIIa City ami tI1e new 01*B1Or ill 19iIItIiIliDI COlltlzNity of SlIn'Ic:e to all subIc:ribers. DuziDI sw:b. period.

!!II GAlle.. sbal1 be mtiW to the nmmues for my period dwm, wbicIl it operates the system. &Dd

sbal1 be entitled to reuoaabla COllI for its ..nelS wl1l11 it no loftllll' opetlleS tile system.

3. In tIIa _t the Gcutc. faill to opcace ail' or substaDtially all of the S)'SteIII for

four (4)~ clays without prior app~ of the City or without jlllt CIUIe. the City. at its

optioll, IIICY operar. tile syIteZII or d.......,. all operuor IIIlCil sw:1l tilDe as the Gtane.. ratans sernce.
UIIder COIlditkml &CClt\lUble to !be City or a pemllMlIt opcator is seMctecL If the City is requind

to lUIfDl tllia obliptkln for tM GnIl_ the Grantee IIIall reilllbuae tIIa City for all reucnable cosu

or dam... in ex~ of nmaues from the system~ by the City tIW are the result of tJ1e Gr.mcee's

failure Co perform.

C. M.,.,...·ce
The Grall.. sb&Il IUiDtIiIl the CATV sysCeIII to tba hi"" pnct1cable performance

staIIllards. Gtantee sIIaI1 pIO\'iIie a fully tltuipped SlIn'Ic:e orpniz:sCiOft with adequare staff UIli faci1ities

for maintenance of its CATV system aDd for fu.nIiIJIiDlfsemce to its customers ud prospectiYe CUSCOlllen.-

D. 0"'" Jr,"ta:tlollL

The GI'IDtee maD mliDtaiJI a set of opentiDt iJutruc:t:ioas.. c:irt:uie l1iIInalJ, .tecJlDic:al maDUAIs

mi bui1etiDs nee by for tbe pRJpel' open.cion and maincll1lUlc:e of the CATV system. Copies thereof

shaI1 be available to tblI CitY.

E. Refual of Semce.

The Grantee shall not refuse !C'Yice co any resident whose propertY is adjKent to a. public

rilhe-of,wllY in which a cable is laid or strIlnl. unless the subscriber hu not pai4 the :lwii=ble connection

fee or moncllly service char!e.

XlV. I
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F. Local Office and Management

During the term of this franchise and any renewal thereof,

the Grantee shall locate and maintain within the city limits:

1) the office of its local manager and its business office

serving the Torrance Cable TV system, including its billing collection

office;

2) its service office for the purpose of receiving and

resolving all complaints regarding the quality of service, malfunctions

and similar matters arising out of its construction and operation of

its Torrance system;

3) all truckS, equipment and employees providing service to

the Grantee's Torrance system.

The local office, including the service office, shall be open

to receive inquiries or complaints from subscribers during normal

business hours and in no case less than 9:00 a.m. to 5:00 p.m., Monday

to Friday, excluding legal holidays.

G. Action on Service Calls

1) The Grantee shall maintain a service repair force

sufficient to respond within a reasonable time to any individual

interruption of service and also a sufficient installation force to

minimize delay for service installation.

2) Any service complaint from subscribers shall be investigated

and acted upon as soon as possible. Any service complaint which affects

only one SUbscriber shall be resolved within three (J) calendar days.

-If ~ch service-complaint results from a malfunction of a service or
,

trunk line serving or otherwise affecting more than one subscriber, it

-·snaIl he-resolved within 24 hours. Th. Grant•• shall credit a

subscriber's account on a pro-rated basis for l~ss of service commencing

48 hours after notif~ation.

H. Telephone Answering service.

T~e Grantee shall prOVide a state-of-the-art telephone

answering system to receive all construction and service complaints

that will assure that only a minimum of callers shall receive busy

XIV - 2
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signals when phoning the office. A sufficient number of customer

service representatives will be provided so that callers are not

required to wait beyond a reasonable time for such service. The

telephone number of the local office shall be listed in the telephone

directories serving Torrance. The telephone service shall be operable

to accept complaints 24 hours a day, seven days a week. Inquiries and

complaint calls shall be accepted in person over the telephone 24 hours

a day, seven days a week.

I. Collec1:ion Account.

The Grantee shall maintain an account in a bank located withir

the city limits of Torrance for depositing monies received from

subscribers to its Torrance system and for making refund and other

payments .to such subscribers.

J. Log of Customer Caaplaint••

The Grantee shall keep a maintenance service log which will

indicate the nature of each service complaint, its location, the date

and time it was received, the disposition of said complaint and the

time and date thereof. This log shall be made available for periodic

inspection by the City.

K. Furnishing Information to Subscribers.

As subscribers are connected or reconnected to the system, th

Grantee shall, by appropriate means, such as a card or brochure, furni

information concerning the procedures for making inquiries or complain

including the name, address and local telephone number of the employee

or employees or agent to whom such inquiries or complaints are to be

addressed, and furnish information concerning the City office responsi

for administration of the franchise with the address and telephone n\~

of the office.

L. Notice to Subscribers.

The Grantee shall provide written notice to each subscriber a

intervals of not more th.n one (1) year, of the procedure for reporti~

and resolVing subscriber complaints, includinq the subscriber's right

to complain in writing to the City of the Grantee's failure to resolVE

XIV - 3
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a service complaint which is preventable and reasonably within the

Grantee's control. The proper address of the City of Grantee to which

complaints may be directed shall be included in such notice.

M. Designation of Franchise Administrator.

The City Manager shall appoint a City employee or employees

who shall be responsible for continuing administration of this franchise

and the implementation of complaint procedures.

N. Access to Grantee's Officers.

Grantee will give City officials access to all levels of its

corporate structure and will, at any reasonable time, meet with city

officials to discuss issues or problems that relate to Grantee's

Torrance cable television system.

XIV - 4
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ARTICLE 'IN

QUALITY STANDARDS

A. City Review of System Performance

1. When there have !:leen silllilu complaints made or where
there ex:i.sts othc evidence which, in the judqment of the City Manaqer,
casts reasonab~e doubt on the reliability Qr quality of c&!:lle service,
the City Manaqer sh&.ll have the right to caapel the Grant•• to test,
analyze and report Oft the perfo%1lUU1ce of the syst_ in order to
protect the public: aqainst substamdArd cable service. Suc:h test or
t ••ts shall be III8de and the report thereof sball be delivered to
the City Man..,.. no later th&Il fourteen (14) days after the City
Manaqer notifies the Grantee that he is exerc:isinq such right. Such
report shall include tM tollowiD;J' ~orlII&t:.ioa: the nature of the
cOIIIPlainu wh.i.ch prec:ipita-e-d the special t.sta; what system ccmponent
was tested; the equipment used and procedures employed in said testing;
the results of such tests; and tM lIlIIthQd. in which such ccm~la.ints

were resolved. Any other information pertinent to the special test
shall be recorded.

2. Said tests and analy.es shall be sup4t%Vi.sed at the
expense of the Grant.., if so r~s1:ed by the City Manaqer, by a
profe••ional engineer who is not on the penaanent staff of the Grantee.
The enq1neu shall siqn all records. of such special tests and fOrw'ud
suc1\ records to ehe City Manaqer with a report: interpreting the
result of ehe te.ts and recomaendinq actions to be taken.

3. In the event that 1:11e Grantee shall fail to make the
iJDprov-.nts, rtIPairs or adjustllulftts to the syst_ necessary to
re.tore the reliability or quality of cable service within sixty
(60) days aft:ar the City Man.,er has qiven no~ice to the Grantee
that he is .xerei.iDe; hi. riqht to cc.pel the Grant.e to test, analyze
and report on tbe pufol:lUDc:e of the sy.t_ as .et forth in p&raqrllph
1 of this 5eet:.ion I, the Grant.. shall pay to th. City the SUlIl of
Five Erund:red Doll&rs ($SOO. 001 per day for each day that the Grant••
has failecl to r __y such deficiency, unle•• tbe Grantee proves to
the reasonable satisfaction of tl2e City H4naqer that the delay was
caused by factors beyond the control of tl'l.e Grante., or is otherwise
waived by the City Council for good cause sllcwn.

XV-l
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ARTICLE XVl

tNSPEcrION At."lD REPORTS

A. InspestiQn of PropertY and RecorQs.

At all rasanaille times. tb.e Gtultee sbaI1 permit any dUly wtilorizld repr1lMDtatm of tile

Cty to examine all (l~ of t!Ie GI1IIltee, topther with any aptNrtellaDt proPerty of the Grantee

situated within or without the City. and to examine mi tr.IIIIl:ribe any mi all mqll and otller reconls

lce'pt or mamtaiDlci by tbe Grantee or w:K1er its conaol wllic:ll: deaII wit!! tIItI OlIftlItiOns. affairs. tr:msactions

or property of ClIe Gtantae with rwp.c:r to its fTmchjse It my such maps or rec:onls 3ft not !cept

in t!Ie CIty. or upon tnIODaDle request lII8de aniJlble ill tba CIty. ami if the City Couaci1 sball determine

tbat aD 0XlIJIIiaat:i0n tbIrIof is a. I ry or appropilare. tIleD all trlmIl aad maiDteDaDCI expeDRI

lIIIC 11y iDt:Umd in mlltiDc such aamiDatlo1l sbaI1 be paid by tba Grut..

B. AatauIl W!P"Y Reporg.
The GJaDtee sball m. the followm, reports ammally with the Clty CletX not later tlw1

one IlI111dAc1 mi twecY (120) days liter tU eat of Gtm.'. flIClIl year:

1. A copy of the colllOUdated "'POrt to its stoe:Idlokten for sudl fIscal year reud.Inci

by die Gnntee's plnllll: oompaay for all of its operations, a copy of sucIl PC'lllt compuy's consolidated

profit aDd 1011 (iDcome aDd upeme) SlatnltlDt for all of its opendoJIa, aDd a copy of such parent

compmy's consolidated "",nce sheet for all of its opuatiolll.

2. A copy of its nlIlClrt to its 'I'!'CkJIo1das COdWl_ its Tcmuu:e ft.mdIistt opentioDl

for sucb. fiscal yeer (if it pnvu- SUllll nlIlClrt). a copy of its pmfit UId lOll (iDc:ome aad upesIS8)

Slatemet for its TOif..... fnndriw opIfItioaa Cor SUllll fisc:aI. yeer. mi a copy of its balmce sIHIt

for its TorraDCI frIDc_ o"**atlua Cor sucb. fIscal ylat showiq its iJmICm8lit in .properties de'lOted

to its Tommce flli"llD. operUfoaa 011 tba bail oC oriPW COlt _ dIpr8c:iation. tolltl1er with such

other _naille illtOi1illldoll II tIie OtT· Maqer sbaI1 requ..t with :wpICt to Gtmtll '5 propero. aDd

'XplIIIaS re!ated to its CATV OpltadoZll witIzi.D tIie Clty. Such nlpOl1I co_Dint the Grantee'. TomIDC8

Craac:!lisl Opentioill stlal1 be apprDYlli by an iDdepliident certified public accountaat aDd certjfieci as

to COrreetlMa by an officer of the Gnnue.

C. FCC Reports.

The Gnat.. sbaI1 lilI with t!MI Clty Clerk a copy of e'IIfY report invol'rinl its Tomnce

cable tlirtision sYStem made to tile FCC:. as well as a copy oC tf'IIf'I such report made to any State

apncy wbicl1 in the Cunn may IqU1&tI such system.

D. Repon:! to gty MM'-

The Gnnfee sball prepare azzd l'llmi&b to the Clty Mmapr at the tim_ ami ill the form

that he prescribes. sucI1 reports wit!! respect to its operatiolll, afraiD, tranaetions. or property as he

determines may be rasanabiy necessary or appropriate for the protection oC the rililts of the City

hereunder.
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E. P~r.;Jtv ?lvment.

In tile event that the Gtantee sball n~ect, omit or otberwise fail to file with tbe Qty

any report requind by the abaft p1'O'Iisions of t1Us Article XVt at the time specified berein, tbe Grantee

shall pay the City tile NID of Fifty Callan (55 0.00) for eac:l1 day or portion thereof that sucb violation

CQ1ltinues foUowinl suc:l1 tllll (\ 0) day pci.o<t. unl_ waived by the City Couneil for JOOd cause shown.

•

XVI·2
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ARTICLE xvn
EVAlUATION SESSIONS

A. Perioctil: EYI1!!&tion Sa!ieas.
1"ha City i2DI1 the GlIIlln sIIaIl I10ki sc:hIduJod efthwioI1 salIions witlUD thirty (30) daYl

of the tImd. utA. IIiDtA aDd tweittIl azmn-ry dat. of the MrlDtiDI of this fnne:triw. All such eftluatiOIl

SIIIioIll sb&I1 be 01JCl to the publil: aDd ad'm1iMd ill a newsp81*' of PDlraI circ:UJatiOIl at llllISt fift

(5) days b.core dCJl seIIiIcm. 1"ha lIJ1iDIII sb&I1 be I1eId at such pilat. date aDd time aDd beroft sw:lI

body or offiCII' u the CIty Cow1ci1 shill detenDiDI. 1"ha (IIIIIlOM. of the 51_lIS sIIall be to evaluate

the performaace of the GtIIItee ill I'IIlftJ1ln, its obllptioll UIlIIIr this fnl. bile UIli the quUty' of it:!

.me. to the puOtil:. SlIb,jICt for dhmllio'lllUlY iDc:lude, but shill not be liIIlited to, .mcarate~,

me or diIcouIlted .me.. appHadaD of _ tec:luIoioPlt syst.a per{ormlllce. senices proYideci,

pIOfI'lIIIhjnl offend. l:IIICOdI. COIII]IWIlU, privacy UIli cmI rilba. amlllldmenU to thil ordiDance, statuces

of CoatnSl mel tlut LIIiI!"Un aDd judidal. aDd FCC ruliDp.

B. SpesilII. 1M"." Saipns.

n. aty lillY bold speciIl mUu'dOll mllicu at any tim. ciuriJIc th. tenD of this frmc:hjse

n. GraDe.. sIuII1 be I10tlflecl of the~ tim. aacl date tIlceaf UIli the topics to be discr.lIIecL Sucll

s.-ou sb&I1 be open to the pubilc aDd adftitisecl ill a newspaper of pmnl circ:UJatioa at least five

(S) days before etCll -.ioD.
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ARTICU xvm
PROHmrrED AcrrvlTtES

A. Tei"'n Sea.

The GllIUt. shall not di:ect1y or indirectly do my of the follow1D1 ~:

I. Enpp in the business of seJlinl at retail. l-.sins. rentinl. repailinl or semcinl of

tei"'n sea, radios or other receivinl appuuus, or any part or componmt thereof e:tc:~t set converters

ownec1 by the Gtanc.:

Z. Pnmde my semce or repair to its sublc2ibers, far a r. or otherwise. whicl1 extencl.s

beyond the COlIDec:tioll of its SC'\"ice or tile determitWiols by Gtmtee of the qlWky of its signal to

tIw recipients thereof;

3. Solic:it, refer or CIUII « \*DIU tile solieiiatioJl or rwfllnl of my subscriber to pet300S

cappel in any b.... Iwnin praI1ibited. to be =ppd in by Grmcee: provided. howeover. me the

above ~OJJI of tl1is Section A. 5IIal1 not apply to modific:atioos mllie to peanit two-way

cotIImunications..

B. TapiM "" MonitoripJ.
n. GraIlt. sIIIIl IIOt tape or mOllitor or permit any om. pc30ll to • or monitor any

cable, !JIll, si'" iJrpId d.rrtcI or sabictII« OIldet or _bet for aay purpoa wllatsoeVer without the

... written CO_t of tile subIcriIMr at a court order therefor, pt'O'¥idId. how_, that tile Grantee

s!IIll be end~ to conduct SYSClilDwlde or iJldiYidual1y addrmld "sweeps" for tile purpose of verit'yinl

sysrem intelritY. COIlUUWas return plIdl tr1"""i-ioa or biDillf for pay SC"'ic:es.

C. Data Co!lntion.
1. The GlWIltee sIIIIl not tlbuJate ally teft *Ults. I10r permit thl IISI of its cable telrrision

systInII for SUI:h tabuIIdon, wbicll wo\ll4 r-.l the commcda.l pI'OCiua pnfenD_ or opinions of

subIcribcs, mCllIMn of tIl* families or their suec. licelllm or employnl. without tl1e prior consent

of tIlo Ory CoIlJldl, whicI1, if it snau sucII consoat, may place teUO!'lblo conditions therefor.

Z. In my -to tile GtIIlc. 5IIal1 DOt r-.l or penDit tlle ret... or sale of sucI1 data

on iDdiYid1llJ. subIcrilMn; but, subjecC tel the COllSellt of the City COllJlc:il. may reveal or permit the

rei.... or sale of aarePC8 ciIta only.

D. Revtdft. SubIcn)!r Prefenaces.

I. The Grantee sbaI1 not mal indi'ridu&l subscriber pmeretlClS, viewiq habits, beliefs,

pbilolophy, cmlCII or retiIiOUI beliefs to &IIY penon, fbm.ipDcy, JOftmJDentai IUlit or iJmstipnn,

apsy wit!Icut court audloriry or prior \¥riftoa COIISIIlt of tile subsc:rtber.

Z. Such written co_to it 1fnB. sball be Ifmited to a perioci of time not to exceed.

tbnI (3) yeas.

3. n. GtllIltee shaI1 Dot condition the deliorery or m:eipt of noninteractift cable ser'ric:es

to any S\Ibsc:riber 011 &IIY S\lCh consent.

xvm·l
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4. Sudl a subscriber may revoke without pe113lty or cost any consent pnvious.ly made

by deiiver1n1 to the GC3IItee in WTitinl a subSCU1tial indication of his intent to so revoke.

Eo Re"'!ip' SIIb!sl'i\?er I.isU.

The Grantee sball not re'leal. or sell or klennit tile re1cue or sa1e of its subscriber List (1)

without the prior writtlll1 COllMtlt of tile City Council, which. if it iPJlts suclI. co_t, may place

raIIlnable conditions thereon. or (2) except as the same is neceauy for tILe cotlltrw:tioa. mmetinl

anci mliDtlllUlce of tbe GC3IItee'S facfllti. m1 serrices hemmcler ml tILe concomitant billinl of

subIcrlben for saiA s.mc:a.

F. Other Pw_ Affectld.

The prallihidaas ooataia8ct ill SectlGIII A to F iIldulift of thiI An:fcje xvm sIJaIJ exteJtd

m:l apply to all of tt. followiDl IS well as to tile GtaDtee:

1. Ome.n. dJzIctars. aI1'loyws aDll' 3tIIIU of tht Grantee;

2. Gad aDd liIIIiteci pIl'tIlws of the Gtmtee;

3. AJrf pwIOII or combilWklu of perIOlII 0'Imiq, bgkIl... or coatrol1iq 11ft (5) pm:el1t

or more of II1Y COipoftie stock or otller o--*ip iIl~ of tht GftDtee;

4. Ally afmiate&1 or sulMk'jary entity 0W'DICl or coatrol1el1 by GnDtee. or in which lI1y

omcer. dinI:tor. stae:ldI.oIda'. JIIlGI1 01' I!IIIitid plrtD.es' 01' perIOIl or po1lII of paSOIll owniDI. holdinl

or control1lD. my ow...p interesc ill the Gnatn, shail 0W1l, hold or contrOl fne- (5) percent or

more of lAY cOiponra stock or adler OW11C3bip int__; aDd

S. AJry penon. f'iml or coqlomtoa KtlDI or smoitsI in the caplCity of a 1101din. or

controlliDl compay of tile Grantee.
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NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State lor-(cAIflCtl I CA-

Operatorls) ?a.w-~~I-=O_.n _

FCC Community Unit Identifier # C A 0C1 Y \

If poIIIbIe,~ endose a copy of your standards
dearty 1ab.I.d wi1h:
Jurisc:lctlon Name I Operator Name I Date

IN YOUR OWN OPIMON......

15. Are these new standards different?
How? YES NO

CITY OF

TORRANCE
Michael D. Smith

CABLE TELEVISION ADMINISTRATOR
OFFICE OF CABLE COMMUNICATIONS

3350 Civic Center Drive • Torrance, California 90503
Telephone 310/618-5762 • Facsimile 310/781.7132

Prinftod on Recvt'leod PaPft

16. Are these standards more stringent?
How? YES NO

1. Have you adopted the FCC customer service
standards and notified operator of same?

YES @
2. Date you adopted the rules?

3. Date they become effective in your franchise?

17. Why were they necessary in your community?

-""fa ~Ll~e,t- I\-e~'S~v~·..........

~

18. What sort of evaluation methods are you using to
detennine compliance? (descrlbel •

~ 8V' ee-wr(~~ rl..c..~\I(I(..J

4. Did you have customer servicesta~ in place
prior to the FCC's rules? ~ NO

5. Date implemented? l~ z....
6. Implemented during franchise? ~ NO

7. Did they require a franchise modification?
YES

8. Implemented during transfer? YES

9. Implemented at renewal? YES
19. Has the operator cooperated in pro~g
necessary or required data? ~ NO

10. Were these standards different or more .
stringent than the FCC's rules? YES @:>
11. Specific problems your standards addressedJ

-c.o.'\+\:,w~~ ,f $V'-. - A-chon 5,,(. ~H5
- fJ\~"V1",""L~,,"\I'o-~ _1~~ svc..

_k~c;.1 of ~V(. -CollLe-h~ A«..~.

_l-ccc..\ oH~f.L .....~t - Co.......el"-~~
- \.l~~CoL b '5 iJ(PS

12. Did you pass different or more stringent rules after
the FCC rules came out? YES @

20. Is your operator's compliance with FCC or your
rules generallv: C@g)oK BAD

21. Has your operator attempted to paSj..1b.a(ugh costs
of complying with the FCC rules? e:ns.; NO

22. Hove you seen a decrease in subscriber tJ~
complaints about service after you adopted FCC
customer service rules? YES NO

23. Did you see a decrease in complaints after you )J~
implemented your own rules? YES NO'

13. What date?

14. Franchise modification?
JA-

YES ~

24. Are there consumer protection laws in your state
that you think apply to cable operators~uld be
applied? C25 NO
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ORDINANCE NO. 3034

AN ORDINANCE OF THE CITY COUNCIL OF THE CITY OF
TORRANCE, CALIFORNIA, GRANTING TO TELEPROMPTER
OF SOUTHERN CALIFORNIA, INC., A FRANCHISE TO
CONSTRUCT, OPERATE AND MAINTAIN A CABLE TELEVI
SION (CATV) SYSTEM IN THE CITY OF TORRANCE ON

STATED TERMS AND CONDITIONS

WHEREAS, the City Council of the City of Torrance,
California, on May 19, 1981, by Resolution No. 81-91, did declare
its intention to award a franchise to construct, operate and maintain
a cable television system, in the City of Torrance, as hereinafter
more particularly described; and

WHEREAS, proposals thereon were distributed to qualified
applicants; and

WHEREAS, proposals were received from seven cable companies,
one of which subsequently withdrew; and

WHEREAS, public hearings were held to review the proposals
on December 16, 1981, December 18, 1981 and February 16, 1982; and

WHEREAS, the proposals and comments have been subject to
analysis by consultants and City staff, and both preliminary and
final reports have been received and considered by this Council; and

WHEREAS, by reason of its proposal and qualifications
Teleprompter of Southern California, Inc., has been found to be best
suited to provide cable television service to the people of Torrance,
and it is in the public interest that said Company be awarded such
franchise.

NOW, THEREFORE, the City Council of the City of Torrance
does ordain as follows:

SECTION 1: TERMS ANO CONDITIONS OF FRANCHISE.

City of Torrance
Office of Cable Communications
3350 Civic Center Drive
Torrance, CA 90503



·--
Revised S-18~ I

ARTICLE XlV

SERVICE. OPERATION AND MAINTENANCE

A. Incorporation of Applic::Uioll by Ref!!!nc..

Tho Grantee sbaI1 ptovido :lil sorviCOI~y set forth in its frmchiSll proposal. By

its~. of tbe fr:IIlem... u. Gr.mtee qreeI tlW its applic::UioD is I10reby inc:o~rateG by reference

anci its prcmsiD'IlS made a part of t.bis frmcbise and. tbis ordinance. In tho _t of a conflict between

such proposal. :wi m. PIO'fisio'llS of thiI OfliinaDc:o. that plO'Iision wbidl pnmdes tho patest benefit

to tha City, in tt. opiaioa of tha City CoWlc:il, sbaI1 preniL

B. Co!!dD!ity o·f Somee.

1. The Grue.. shall QllCUe tJJ. CATV sysc. ClI"Ua'PWy OD a twenty·loar (24) l10ur

INr' day, _ (7) days INr' wwk bail. It slW1 be tIIa riIllt of aU~ to receift all availabl.

Ml"'tces inaofar as tblir fiDucial aDd ot!lllr' obUfIdonJ to tlIe GI2IItIe are IloftOl'ld. I4 the _t that

thl Glmtee elet:U to rebuild. modiflr. or sell the sysraa. or the City gifts notice of intent to terminate

or faiJa to ren_ t.bis fraac:tIiM. the Gr.mtH.sba1l aet so as to iDsure tllat all suilsc:zibers receive continuous.

unintemll'tecl srrice reprcil_ of the c:im'l:asta",..

2. ra thl mlDt a now OIlCfator acquires tho system. tho Gr.mtoe shaI1 cooperate with

tha City au4 tha new operator in maillUiIIiDI alDtiIlUity of semco to all subscribers. Durin. sw:I1 period.

tba GlaDtee sbaI1 be eatttlecl to the te'IIIlUIS for any period duriq wtW:h it operates tho system. and

sbaI1 be entitled to reuoaab!e «:OStI for its serric:es whon it 110 lonpr operates the sysrem.

3. In m. _t the Grantee fails to operate all" or substantlaily all of the system for

four (4) COIIIICllDft days without prior al'P~ of tho City or wit!lout just c:wse. the City, at its

opcil:la. may operUe m. sySQllII or desipato aD operatOr until sudl timo u tIlo Grum restores servia.
IUld8r conditions aec:epcable to the Cty or a peaIlllltnlt operator is sclocted. If the City is required

to fUI1III ellis obliption for tbI GtUltee. tbe Grantee shall toimblll3ll tho City for a.ll reasonable alSCS

or dam... in exc_ of l'eftIlUes from tluI system rea:i,ed by the City tllat Ull the result of tho Grmcee's

failure to perform.

C. Maille.,

The Gnmteo sbaIl man_ the CATV system to the hiIbest pnctic::able performaco

SCIIIdaIds. Grmtee sbaIl pront. a l'uIly eqUipped Sll"rice orpllizaticln with adequue staff and. facilities

for nWDtoDanc:e of its CATV system UIIt Cor fumiIIIitlI-serriCll to its CUltomen au4 prospective ~tomers.-

D. Or:zr:!n !Jl'Nltions.

The Gnmt.. siI&Il IDliDtIiD a sot of openti:al iDItruc:dolll. c:ircuit diqnlas.tedl:aiCll1 manuals

l1DIl bull.tiJII rnAO auy for the proper Ol'Clltioll and. maiDteDlUtC8 of tho CATV system. Copies thereof

sbaI1 be aYlilabIe to m. CitY.

E. Refual of Set"rice.

The Grant. sbaIl not refuse set"ric:e to lilY resident whose P!'Ol'erty is adjacent to a public:

ript-of·...ay in whic:h a <::lbl. is laid or stroll', unless the subsc:rlber hu not paid the apl!Ii=blll connection

fee or montlUy 5ervice charp.
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Revised 2-22-8:

F. Local Office and Management

During the term of this franchise and any renewal thereof,

the Grantee shall locate and maintain within the city limits:

1) the office of its local manager and its business office

serving the Torrance Cable TV system, including its billing collection

office;

21 its service office for the purpose of receiving and

resolving all complaints regarding the quality of service, malfunctions

and similar matters arising out of its construction and operation of

its Torrance system;

3) all trucks, equipment and employees providing service to

the Grantee's Torrance system.

The local office, including the service office, shall be open

to receive inquiries or complaints from subscribers during normal

business hours and in no case less than 9:00 a.m. to 5:00 p.m., Monday

to Friday, excluding legal holidays.

G. Action on Service Calls

1) The Grantee shall maintain a service repair force

sufficient to respond within a reasonable time to any individual

interruption of service and also a sufficient installation force to

minimize delay for service installation.

21 Any service complaint from subscribers shall be investigated

and acted upon as soon as- possible. Any service complaint which affects

only one subscriber shall be resolved within three (31 calendar days.

-If such service-camplaint results from a malfunction of a service or
,

trunk line serving or otherwise affecting more than one subscriber, it

-snan be· resol ved within 24 hours. The Grantee shall credit a

subscriber's account on a pro-rated basis for l~ss of service commencing

48 hours after notif~ation.

H. Telephone Answering Service.

T~e Grantee shall provide a state-of-the-art telephone

answering system to receive all construction and service complaints

that will assure that only a minimum of callers shall receive busy

XIV - 2



signals when phoning the office. A sufficient number of customer

service representatives will be provided so that callers are not

required to wait beyond a reasonable time for such service. The

telephone number of the local office shall be listed in the telephone

directories serving Torrance. The telephone service shall be operable

to accept complaints 24 hours a day, seven days a week. Inquiries and

complaint calls shall be accepted in person over the telephone 24 hourl

a day, seven days a week.

I. Collection Account.

The Grantee shall maintain an account in a bank located withir

the city limits of Torrance for depositing monies received from

subscribers to its Torrance system and for making refund and other

payments to such subscribers.

J. Log of Customer Complaints.

The Grantee shall keep a maintenance service log which will

indicate the nature of each service complaint, its location, the date

and time it was received, the disposition of said complaint and the

time and date thereof. This log shall be made available for periodic

inspection by the City.

R. Furnishing Information to Subscribers.

As subscribers are connected or reconnected to the system, the

Grantee shall, by appropriate means, such as a card or brochure, furnis

information concerninqthe procedures for making inquiries or complaint

including the name, address and local telephone number of the employee

or employees or agent to whom such inquiries or complaints are to be

addressed, and furnish information concerning the City office responsib

for administration of the franchise with the address and telephone ntwb.

of the office.

L. Notice to Subscribers.

The Grantee shall provide written notice to each subscriber at

intervals of not more than one (1) year, of the procedure for reporting

and resolving subscriber complaints, including the subscriber's right

to complain in writing to the City of the Grantee's failure to resolve

XIV - 3
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Revised 2-21-82

a service complaint which is preventable and reasonably within the

Grantee's control. The proper address of the City of Grantee to which

complaints may be directed shall be included in such notice.

M. Designation of Franchise Administrator.

The City Manager shall appoint a City employee or employees

who shall be responsible for continuing administration of this franchise

and the implementation of complaint procedures.

N. Access to Grantee's Officers.

Grantee will give City officials access to all levels of its

corporate structure and will, at any reasonable time, meet with city

officials to discuss issues or problems that relate to Grantee's

Torrance cable television system.
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